could have been spent in rewarding good businesses. In 2011, more than one in five (21%) of consumers surveyed across the EU had encountered a problem with a good, a service, a retailer or a provider in the previous 12 months, for which they had a legitimate cause to complain.2 More than three-quarters took some form of action in response (77%) while 22 per cent took no action. Those who took action were most likely to have made a complaint to the retailer or provider (65%), 16 per cent complained to a public authority, 13 per cent to the manufacturer, 5 per cent contacted an ADR body, and only 2 per cent started court proceedings.3 The most frequently cited reason for not making a complaint (in any manner) was that the individual had already received a satisfactory response from the retailer/provider (44%). The major reasons for not making a court claim were that the individual had already received a satisfactory response from the retailer/provider (40%), the sum involved was too small (26%), it would have taken too much effort (16%), or it would have been too expensive (13%) or too long (12%).4 Thus, 67 per cent of the sample thought that a court process was unattractive and unresponsive to their problems.
Many consumer disputes involve small sums. EU 2011 figures estimated the average value of consumer losses as €375, and median €18.5 The Oxford study found that 2010 claims varied by type of claim, from as low as €5 handled by the French financial médiateur to many claims valued at €1,001-2,000 handled by the Dutch Geschillencommissie system, which had 9 per cent of claims involving less than €250 and an average of €5,980 for housing guarantee claims. 6 Even in those Member States, such as Germany and Austria, which enjoy efficient civil procedure systems, consumers may choose not to seek legal advice and/or commence court procedures. It is to answer these questions that consumer ADR has been created. A 2007 study concluded that small-claims procedures would only be used by European consumers if the amount involved
